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This listiog ol cimms will replace all prior versions, and listings, of claims in the 

applfcalton; 

UstlrtaDf aaims : 

Ptease amend the claims as follows; 

1. (Currently Amended) A method for communscatsng with a ti^chntcsan at a 
customer service location in a telecommunications system, the method comprising: 

receiving an electronic message from m administration system to a technician 
access device at a technictar s»rvef <^n?^fattv?[> associated ^v^ih the adnisnistration 
system, the electronic message being separated , stored, and masntatned ||into|] as at 
least two portions being respectively customized for transmjsston to different groups csf 
technicians, custom Iz^tion^ , , storat^,, , and maintenan^ of the at least two cystpmized, 
stored and niaintained portions being dependent on a plurality of profile characteristics 
stored in the administration system, 

modifyinQ by an adiiitntstratton system, at least one of the customized, stored, 
and maintained i&ortions of the electrcaiic message: 

'-eceiving a request, snstsated by the techniaan for a>xess to one of the 
cus|QmjZtjd^ sto^^^^^ portions of the electronic message trom the 

technlGjan access device; 

determining whether the request for access is a first occurrence of access within 
a predetermined time period based on a daily procedure performed by the technician; 
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Jelern s'lina 'vnethe? the one c%sstom.ized,...stQred,..and.m oortson of 

e octroHic message r^as been modtfsed s)nce a past request for access to the one 
custopszed, slured, ijnd m postson of in& efectfonsc message tnstsa^ed bv the 

technician; and 

transmitting the received one customized, stored, and maintajfied portion of the 
efectrontc message to tne teGhniaap access ■:ie\f co tc dssplav at the customof sea see 
location after the ooourrence of a determination tnat the request for access f& a seccrd 
or more occurrence of access within the predetermined ttme period based on the daily 
procedure performed by the technscsan and a detarminatson that the one customized, 
stored and maitttai'ie'^ xut jr o' e t?"t -^il rrei>bati<= b^^er -^-^cd hed since the 
past request fo*- access lo ts^e one customizeg st^^^^^ l^ortson of the 

electronic message srsiiated by the technician, 

2. ' 3, (Canceled) 

4> (Currer^tly Amendad:) The method of Claim 1 , fofther oomprlslng displaying: 
f fig , , ^nf , , f^<^st<;irri|gf j^j, , ,§t<;>re<;|„ , ,an<^, .mj^J jnt^ine<;i, , ^(;?rjti,qn, .pf th^ ©S^ronio m^isage on a 
screen display if the access is verified as the irst occurrence in the time period. 

5. (OurrentSy Amended) The methcd of Claim 1 , further comprising not 
dtspfaying t?e,m,,g^gmM.,tof;l.,,^r^^ the electrontc 

message on a screen display if the access is verified as a second or subsequent time in 
the time penod< 
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5, ( Curreni iy Amended) The method of Ciasm 1 , further conipnssng sending 
the one cu&torr^5zed stoted, and ma sn^asned portion of the etectronsc message So an 
output device, 

7. (Origma!) Hie method of Claim 1 , fijrther comprising retrieving at least one 
previously generated eiectrooto message. 

9. (Curmntly Amertded) The method of Claim [|8|| i further compfssirig 
customizing at least one of the portions of the electronic message for displaying the 
customized portion to at least one technfeian, 

10. (Previously Presented) The method of Claim 9, further comprising 
Identifying a profile characteristic stored m the administratson system in connection with 
customizing at least one of the portjons. 

1 1 . (Curmntly Amended) A system for communicating with a tedinician at a 
customer service location in a telecommunications system, the system comprising: 

an administration systerri configured for generating at least one electronic 
message and enabled for the friodification of at least one etectronlc messag e: 
a.protocofjerver co^^^ 
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a technician server operattvely associated m'sth the adfriinistration system aod llie 
protocol sarver the tedhniclaFi server being cor^gumd ||for|| to; 

r«s@i¥-tRg receive a first getierated electronfe message, the firH electronic 
message being separate d, stored, and majntained (|lnto]| as at least two portiom 
being respedSvely customtzed for transmtesson to different groups of tediniclanSj 
custom izat ton storaae,,and, mglnteniQce of the at !easi two CMStomized^ Mored,,. 
Mld.niijniiliid portjons being dependent on a plurality of profile characteristics 
stored in the administration system; 

ignd one ponteB of the customized, gtored. and fn:ajntaln0d 
portions of the first generated electronic message to |[anJ3 § „t^c;hriiffi ^ n access 
cl^vice Mgg^gted witjhjlie 

^'^^^^ receive a second generated eiectronic message, the second 
eiectronjc message being seoaratad. stored, and maintained as at least two 
MjljonsMing.rtss^tjveiv customized fey transmi ssion to different aroyps. of 
tech^'Csans. custOfTuzation. storage, and maintenance of the at seast two 
custoniized. stored, and matntatned porti^ depenaent on a piurahty ot 

pr0i^ ^ , f^^f j^<;l^ r|^t)<;?^, , §M§d , ,|n, |h8 , .^cfm inig|^|ion , ;^y,^|erT} and 

eertdff^ send one of the customzed. stored, and maintained portions of 
the second generated electronic I^^essaga to the technician access devjce 
assocrated with the protocol ser^'er if. 

the one custom Ized, stored, and ryi aintai ned portion of the second 

generated eiectronic message is a modified version of the one 

custornized, stored portion d the fmt generated 
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electronic message that was pravioysly sertt to the tmimmm access 
^^v^oe assodaled w^th tiie protocol server and 

a request for access to ttie technictan server, injttated by ||a|J tie 
technician, to the one customized, stored, and matntalnad portion of the 
first electronic message from the tedinician access device associated with 
■t.he. PrQ-oc.GLse.ryer is a second or greater occurrence of access within a 
predetermsned ttme penod based on a datly procedure performed by the 
technician; and 

§ screen display configured to display |[tha|] om of the customked.. 
§|(;)re(|,,,^n:d rnairitained portsor^s of ftihe]] an electronic message received by a 
lfghOJ.^^g0. ^c^^^s device for vjewsng on the tecnr^scsan access devsce sf the generated 
electronic message was received by the technician access devsce associated with the 
orotocot server from thm tectinlctan s®rvBr. 

1 2, (Currently Amended) The system of Claim 1 1 , furthar comprising at least 
one output device operativety associated wih tlie technician access device and 
configured for receiving , Im^t .pnf , M^t^am j^^j^., , ,§t<;>,rf 4 , ,§n(j!, .mj^tFt^inf ij, , |i3(;)r|ion„c>f the 
electronic message. 

13, (Previously Presented) The system of Claim 1 1 , wherein the 
administration systern includes a database haying at least one profile characteristic 
stored thereon. 
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14 ^Currently Amended) A computer-readabte storage medsum containing 
in-structions for assisting a computer system to perform a method for communicating 
With a technician at a customer service location in a teiecommunications systerrt, the 
method compmmg: 

neceiving an electronic message froro an adminjstratson system to a ladiniclan 
access dsvtca at a iactinfcEan server operatively associated with the admsnistrstion 
sy&lem, the eieclronjC message being separate 4.stored^.andMtbtajned [[intoH m ^t 
least two portions being respectivety cystortiized for transmission to different groups of 
t#0hnloianSs customizatio n, storac^e. and nialntananoa of the at \m$i two oy stomkad, 
^MP^ ^ mairttained poftsor^s being depenctent on a pluraitty of pfofite characteristics 
stored in ths administration system:; 

modlfyinjCj, by an administration system, at least one of the customised, stored, 
and maintained portions of the eiectrontc massage: 

receiving a request, initiated by the technician, for access to one of the 
customized, stored, and maintained portions of the electronic message frorr^ the 
technidan access device; 

detenriining whethar the request for access W a first occurrance of access within 
a predetermiiied time period based on a daily procadure perfonrsed by the technician; 

determining whether the one cystomte^^^^stpred and ^^^aintain^n oort on of 
electronic message has been modified since a past request for access to the one 
g^^^llM..§tored,jnd:m portion of the electronic message inliated by the 

technician; and 
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itssnsrr-siitng the received one custo.mjzed...stofed. ano\^'^^^^ portion of ihe 

e octroHic niossage to t^^e tectinician access devtce for dssplay at t^e customer sef\<'ce 
location alter the occutj ence of a determincttson tha\ the feques^ for access ts a sec^ond 
Of more occurrence of access mihm the predetermined tirme period based on the datly 
procedure performed by the technsciart and a detarmination that IHb om aistomlzB^, 
StorBd^. and .mairrtained portion of the electronic message has been modified since the 
past raquesft for access to the one ai§to}TOzed.^toiM..jrt^^ portbn of the 

electronic message shillated by the techtiician. 

15, (Canceled) 

16, (Ouffentiy Amartded) The medium of Claim; 14, ^riher comprising 
displaying the oh© customized, storad. and maintained portion of tha alactronic 
message on a screen display ff tha access is verified as the first occurranca in the time 
period, 

1 7, (Curmntjy Amarsded) The madium of Claim 1 4, fiirthar oompriaing mi 
dispfaying the or^e ousiomiged. stored, and maintaine^l oortion of the eledrontc 
message on a screen display M ^he access is veriied as a secortd or subsequent time in 

the lime period, 


18. (Canceled) 
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19 (Previously Presented) The medium of Clasm 14. further coniprising 
cusjomc^ng at least one of ?he porttons of the electronic message for d)splaying the 
customized portson to at teas! one rechnician. 

20. (Freviousiy Presented) The medsurrt of Claim 19, fcrth^r comprfeing 
identifying a profile charactefisltc stored m the adminisiration systam in connactton with 
cystornizir^g at least one of the porttons. 

21 , (Cufrentiy Amsridtd) A system for commynlcati^rtg with a technician at a 
customer mrnoe locatiari m a t#!eoommunscatsons system, the system comprising: 

msans for reosivinp an electronic massage fmm an admsosslrat^on system to a 
technician access device configured to connimuniGate with a protocoi: saver at a 
technician server operattvaly associated with Ifsaidj] Iht admlnlslration system and the 
gjateoLsiatL the eteetronic massage being separate 4..§to4.aMmiioliijned Kinto|J 
SI at Isast two portions being respectively customized for transmission to different 
groups of techniciartSs ajStatjlzatio n, storage, and ?T^a of th0 at least two 

cy§t(;>m|;^^, s t pjr^cj, , ^ntj; , m.^irit^infid portions boi;ng dopendent on a pfuraiity of proftle 
ciiaracterlstics stomd in the administration system; 


cystomszed. stored, and masntained oorlions. of the alectrotiic message: 

means for reoeiving a request, initiated by tha tachntcian, for access to one 
P^f^ t^^® cystomized, stofed, and maintained portions of the eiectronlc message 
from yie tecl¥iiclan access device associated with |he,i^r^^ 
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means for determining whether Ihe request for access ss a first occurrence of 
access mihm a predetemitoed time period based on a daily procedure pettormed 'oy the 

lechri^ciart; 

means for deterrntntnQ wJiethar th^ ono custonnizedr stored^ and maintained 
portion of th© ©iBctronSc rnssssig*® Ibssn mod{fi©d sine© a psst rsqusfSt for eocsss to 
the one customized, stored, and malntatned portfor? of the sSectronic message initialed 

by thB tschnsCian; and 

portion OT tng 6i<8ctroniCi irtsssag® ^'S* ^f*^ t^{^n|o@n access qsvjc^ Tor ojspisy 3i tn*t 
cusiomer service focation after the oocurrence of a determination that the request for 
access ts second or preatsr occurrertce of access within th© predetMrnlned tirtie psrlod 
based on the dally procedure performed by the techniciars and a determination that the 
one cy Mom iged, stored . and inrsa iotas fied portion of tha ©tectronic massaQe has l^en 
rTiodtfi©d since ths past request for access to the one cyMQtOl^ed^..s|o.r ed. and 
mainlaimd portiori oftfie electronic message sniliatad by the lechrjician. 

22. (Currently Amended) The system of Claim 21 , further comprising means 
for outputting the displayed reoejved.Qne.iaj^^^ 

the electronic fTtessag®- 

23. (OnQinal) Hi© system of Ctairn 21 , furthsr cGtfnprisinQ rneans for retrieving 
at feast om previously generated electrorjie message. 
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24. (Previousiy Presented) Hie system of Claim 21 , wherefn the electronic 
message Indudas at Wmt a first portion and a second ponion, 

25. (Previousiy Presented) Hie system of Claim 24, fut%Br comprising means 
for oustonii^ing at least one of the iportlons of the electronic message, 

26.. (Previousiy Presented) The system of Ciaim 25, further comprising means 
for displaying the customized portion to at least one technician. 

27, (Currtntiy Amended) The system of Ciasm 25, furtli^tr comprising means 
for identifying a profile charactefistic stored sn the administration system, the 
admtntstratfon system being operatlvely associated with the means for customizing at 
least [|a]| one portion of the electronic message, 

28, (Cyrrently Amended) The system of Clatm 2 1 , further comprising means 
for d tsmisstng the ^^layed received or^e cu stcMn ized , stored, and ma jnta jned port ton of 
ffif electronic maesege. 

29, (Curmntfy Amended) A method for communfeating w?th a technician at a 
customer service location In a telecommunications system, the method comprising: 

receiving access ||1br{| to a tedinictan s@n/er for receiving at least one eledrontc 
message from an administration system operatively associated with the tedinician 
server; 


receiving a fsrst etectron^c message il access occurs for a first time wilhsn a 
predetemiined time period, the first electronic message Deing separated , stored and 
maintasned [[into]] as at teast two portions beirsg respectively cuslomszed for 
transi!Tsiss)on lo different groups of tochntclans, cystorytiEatio nT storapo. and 
.01§.loM0§O§.§. ^ l©3st two cus|ornjz©dt„„s|or0^^ porlions b©lny 

dependent on a p^ralty of profife diaractertstics stored in the administratton system; 

rQCsifving b s8CDnd electron tc message if th© s©cond ©tectnoiiic messags^ is a 
modified vsrsion of ths first ©lef^fosiic nfjBsssge, th© sscond ©Isdronic rn^sssg©- bsin^ 
Sigparat^ d, stgf^d , jand M^tnts Insd lOfitojl ^ at l63st two portjons boif^ r^speotlvsly 
customized for tf^n-Sffiisslon to different groups of technicians, c u stom: jzMio-n , . . 
mi^mmMmm. of tha at least Iwo cu&lomjzedjtgmljMmaM portions being 
d©pand©nt on a pluraity of prof I (8 diaractsristics storsd in ths sdrointstratioii systsirn, 
and 

a request for access to tha t^hfiiciars server, initiated by [[a|| the technician, to 
one customized, stored, and malntairted portion of the first message from |phe|| £ 
tschnjciar^ scc©$$ dsvio© s$ $0CorKJ or gre^tsr occsjTOno© of 30C@ss withirt a 
pr#d^tsrmjn#d time period ba^ed on a daily procedure perfomied by the tedinician; and 

massage to an miput device. 


30. (Cyrreotiy AFnended;) Th© oniethod of CIsjrn 29s fuiihsr cofT3 prising not 
mcBkm thB ofiecystom:jz@d,slQrad,artdmaM £ 
if tm access occurs Ibr a second or subsequent time In the time period. 
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31 ( Previously Presented) The method of Ciaim 29. whereto the output 
device comprises a displaying screen. 

32. (PFeviousfy Presented) The rnethod of Claim 29, wherein the eieclronte 
m^ssags includes Bt iBBSt b first portion snd a sscond poftion, 

33. (PreviDSBly Presented) The method of Claim 32, fcrther comprising 
cystoniisjingf iB&^i on® of the iportions of thg oloctfonjc {rtesssoe for displiyiny th6 
customl^d portion to at least one tactinjcian. 

34, (Ffeviously Presented) The mBmodi of Claim 33, further comprising 
sdentiiysng a profHS crtaracteristfc stored in tn© adroinistratson systami tn connection wvm 
customizing at Isast on^ of ths portions, 

35, (Pr@vlously Pr®s@nt@d) TihB method of CfeiiTJ 1 f wheiBlrt trsnsnitttinQ tho 
r©c©tv*ed electronic me^^ag^ comprl^^s transrrjittirtg the received aleclronte message 
cornpiising infosination conveying to b tsdinician b hazBFd^ tn a 9©0jsirsphic arsa in 
wntcn trte lecnnjcsan wof Kiny;. 
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36 (Previously Presented) The method of Claim 1 . wherein determining if the 
electronic message has been modified since the past request for access to the 
fTiessage comprises determintng if the efectronic message has been modified since the 
past request for access to the message wherein subject matter In the electronic 
message was modied based on the geographtc location of a tedinician, 

37.. (Previously Presented) The method of Claim 1 wherein the pfuraNty of 
profile characleflstjcs Include at least one of a company a technicians works for and 
oiffent geographic location of a technician. 
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